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The idea for this study arose from a previous study that I had done in the Intercultural Communications course. Together with a fellow student, we wrote a contrastive analysis of the websites of Greenpeace in the Netherlands, the United Kingdom and the United States. I had learned so much from this study that I wanted to do something similar for this BA thesis. Furthermore, I have always been interested in intercultural communication and Embassies. It was therefore a logical choice to study the websites of the Dutch Embassy in four different countries, who all speak a variety of one language: English. 
	It has been difficult sometimes to get started on this BA thesis and to find the right literature. I would therefore like to thank Rias van den Doel, my supervisor. He has helped me a lot in finding this subject for my thesis, and in finding the right books and articles. I would like to extend my thanks to Roselinde Supheert, my second reader. Lastly, I would like to thank the people from the Dutch Embassy in London, Dublin and Washington for answering my questions about their websites. Without these answers, writing this thesis would have been much harder. 







The research was done by comparing the different websites of the Dutch Embassy with help of the available literature. Moreover, an additional pre-analysis was made for better understanding and evaluation of the contextual, language, and textual differences of these four websites. Taking House and Hofstede’s dimensions of respectively directness vs. indirectness and uncertainty avoidance as its basis, this study employed examples that were drawn from the websites of the Dutch Embassy. These examples were analysed on whether they were direct or indirect, whether they showed textual differences, or if they contained content/lay-out related differences. The examples that were found were divergent in nature. They were concerned with spelling, grammar, punctuation, (in)directness, and content differences. Unfortunately, the literature was sometimes biased or, according to other authors, untrue or invalid. Consequently, some criteria that were used for this thesis are based on authors that claim validity, while others argue that these claims are unfounded.
An introduction to this thesis is made in Chapter 1. This introduction explains the goals and relevance of this thesis. Furthermore, Chapter 1 shows a note on the sources that have been used. In this paragraph, all sources are compared to each other, which show that multilingual websites should contain a good relationship between language, cultural context and usability. The most important literature is the article by House about directness and indirectness, and the books by Trudgill and Hannah, Algeo, and Bauer about the differences between the different varieties of English. Furthermore, Chapter 1 shows the main objective and sub questions for this thesis. Lastly, Chapter 1 contains the research design which shows how this study is set up. 
	The section entitled “Research Method” shows how the literature has compiled and how the pre-analysis is set up. The pre-analysis contains instances of directness and indirectness on the four websites of the Dutch Embassy; it contains language differences, and content differences. All instances together show that the American, Canadian and Irish websites are almost similar to each other, while the British website has a completely different lay-out and content. Moreover, this analysis shows that the American website makes the most use of directness, while the Irish website is the most indirect. Furthermore, the Canadian and Irish websites are not regarded as separate websites, and show many similarities to the American website. Subsequently, a typology is set up to examine the differences in the dimension directness/indirectness, American vs. British approach, Canadian and Irish vs. American and British, and lay-out and design. Directness/Indirectness is subdivided in politeness theory and uncertainty avoidance index to explain the impact of the dimension. 
	The conclusions that are drawn in Chapter 4 are that the websites do not fail to bear testimony to well-known differences between the four varieties of English. The latter do not only differ in spelling, grammar and punctuation but also in approaching viewers and content and lay-out of the websites. Furthermore, the Embassy in Washington manages the website in Ottawa; this could explain why the American and Canadian websites are alike. Moreover, the Embassies in Washington, Ottawa and Dublin use a pre-determined template which is provided by a world-wide network for websites for Embassies. Only London opted to use their own website, and therefore, the differences and similarities in lay-out and design can be explained. 
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Nowadays, the internet is open to everyone around the world. This means that websites should be prepared for visitors from outside their country with different languages, customs, and cultures. Even people who speak a different variety of one language can visit the same websites. People who are native speakers of English have many choices in varieties of their language. All these websites make use of English, but probably in their own culture-specific way. Not only language matters when designing a website, the entire content, design, and cultural context are just as important. According to Hillier, a relationship between language, cultural context and usability exists (2). It is important to keep the cultural context of the viewers in mind when designing a multilingual website (Hillier 2). A multilingual website is a website that exists of two or more languages. 
The websites that are examined are the websites of the Dutch Embassies in London, Dublin, Washington, and Ottawa, and they all provide the reader with texts in Dutch and English. Consequently, these websites are multilingual, or to be more precise, bilingual. The Embassy has locations everywhere around the world, with different websites. These websites are designed to inform visitors, Dutch people, people who want to visit the Netherlands, do business with the Netherlands or people who are interested in the Netherlands. It means that the website designers have to bear in mind that the cultural context between the Netherlands and the four English-speaking countries is different. The culture-specific elements of these countries need to be kept in mind when the websites for the United Kingdom, Ireland, United States, and Canada were designed. Furthermore, if the websites are available for Dutchmen, their culture-specific elements need to be included as well. 
Moreover, if the website designers are native speakers of Dutch, they may show signs of  Dutch directness in their texts. British culture, by contrast, is often considered to be indirect, and very polite. Previous research on the websites of Greenpeace in the United States, the United Kingdom, and the Netherlands by Marcel Withoos and Sanne van Tuijl (author) for the Intercultural Communications course at Utrecht University has shown that the American version of the Greenpeace website is as direct as the Dutch version. The British version of this website was very indirect, and these results correspond to the claim that the British culture is regarded as more indirect. The websites of the Dutch Embassy, however, are designed to inform people, unlike the websites of Greenpeace who are designed to persuade people to take action. This could be a major difference in outcome whether a website is direct or indirect. 





1.2 A Note on Sources 
Following upon the statements in paragraph 1.1, literature has been searched to provide evidence for these statements. The literature and sources should contain information about the different statements, and provide evidence for credible conclusions and recommendations. 
One of the most important articles that is used is the article by Juliane House in which she describes the different dimensions that can appear in intercultural communication. The dimensions which Juliane House proposes are directness/indirectness, orientation towards self/orientation towards other, orientation towards content/orientation towards addressees, explicitness/implicitness and ad-hoc formulation/verbal routines. These dimensions are based on Hofstede (qtd. in House 350) in which the author proposes different dimensions in intercultural communication. Hofstede qualified his dimensions as “common basic problems worldwide, with consequences for the functioning of societies, of groups within these societies, and of individuals within those groups” (22). For instance, the dimension direct/indirect by House is based on the dimension ‘reduction of uncertainty’ by Hofstede. 
	Another important study that is used is written by Trudgill and Hannah. From this study, chapter four about spelling and punctuation is used. This chapter explain the differences in spelling and punctuation in British English and American English. As the authors write “some are due to American innovations or to overt attempts at spelling regularization … Others simply reflect the fact that English spelling was variable in earlier times and the two varieties chose different varieties as their standard” (80). Trudgill and Hannah also write that Canadian English in “some cases follow USEng, in others EngEng, and in yet others is variable” (80). This means that Canadian is also a variety of English, but that it cannot solely be compared to American English or British English, but that is it a variety with its own characteristics. The question may arise whether or not Canadian English is a specific variety of American English. The same accounts for Irish English, whether or not this variety can be seen as a specific variety of British English. According to Trudgill and Hannah, this is not the case. They write about all varieties in their study, and never say that these varieties are versions of each other. Similarly, Laurie Bauer argues that these varieties are not the same, but that the influence of one variety of English on the other variety of English is apparent and that this could be a possible reason for the similarities between the different varieties of English. 
	John Algeo writes about the lexical differences between British and American English. He considers the differences between referents and forms, and whether they are in common to, limited to, or restricted in one of these varieties (219). Algeo gives a few lists in which he compares the British English variety to the American English variety at different levels, such as analogy, homonymy, interlocking terms, etc.
	Robbins and Stylianou have investigated the difference between content and design of a website. Robbins and Stylianou’s (2003) conclusion of this study is that the majority “of web site content features were found to be significantly different across various culture groups. This however, was not the case for design features” (205). Their model was designed to study the differences between website content and website design, and to determine whether these features are standardised or if they are a result of national culture (205). Furthermore, Robbins and Stylianou argue that people prefer to see an easy design, containing a culture-specific content. 
	Hillier supports the claim made by Robbins and Stylianou. Hillier claims that the purpose of a website user defines his or her appreciation of the website. He also states that the use of a website needs to be simple and easy. The ease and intelligibility of the website is improved by understanding the language, and at the same time, adapting the corresponding culture to this language (Hillier 8). Hillier proceeds by stating that there must be cultural understanding, which means that the designer knows the culture of the user, between the designer and the user when a website is understood by the user (8). This all means that a website designer develops websites from a specific cultural view. 
Bauer writes about the history of the English language; how English became a world language, about the vocabulary, grammar, spelling and pronunciation, but also about the different varieties of English, and moving away from the standards in the colonies.  Bauer writes in his article that “trade and exploration reported back new discoveries, new words to describe these discoveries would become part of general English” (84). Chapter 7 mainly describes how foreign words are integrated into the English language, and which words are typically American or British. Bauer also writes that many instances of colonial vocabulary were originally not understood in Britain (86). Moreover, Bauer’s strongest statement in Chapter 7 is that “even with British and American varieties of English, it is hard to be absolutely sure that changes that make the two more similar actually arise from direct influence of the one on the other” (86-7). This means that even though the two varieties of English are different, they are growing towards each other, and they most certainly influence each other. 
Another article that is used for this thesis is the by Jacques Nantel and Evelyne Glaser. An important claim in this article is that by “2005 70% of Internet users would speak another language but English and that online shoppers would click away from a site that was not in their native language, multilingualism or multiculturalism on the web are not yet common standard. The reason may be that the translation of websites is costly and time consuming” (Nantel 113).  This means that no matter where a person lives, most of them would like to be addressed in their own language. When websites are only available in English, people would leave that particular website, and visit another website that provides the same information, but in their own native language. According to Nantel and Glaser will “a culturally adapted website result in greater ease of navigation and a more positive attitude towards the site” (114). To adapt a website to a specific culture, the website needs cultural markers, and language is one of them (Nantel 114). Nantel quotes Hillier by saying that “translations of content, culture and context play a significant role in the way people, especially consumers, perceive an e-commerce website” (qtd. in Nantel 114). Besides this, according to Nantel, in order to make “a website accessible to users from other cultures may also require a change of the overall design, as the usability of the site will depend on the culturally based expectations of the users” (114). Another interesting claim that Nantel makes in his article is that people with a different cultural background “perceive a website that was written and designed by a representative of their own culture as being more usable but not necessarily as one that would have a better quality of offers” (116).

1.3 Main Objective
The aim of this thesis is to investigate to what extent the websites of the Dutch Embassy take culture-specific elements that are connected to the different varieties of English into account. In addition, it will be examined to what extent these elements are apparent from the texts available on the websites.
An analysis of the websites of the Dutch Embassy in London, Dublin, Washington and Ottawa, of studies of the differences and similarities between the varieties of English, and of articles about website design, content and the role of culture-specific elements on these websites will show that the British website has the best relationship between language use, cultural context and usability. The British website contains the most culture-specific elements, while the American, Canadian and Irish websites are more alike and contain almost the same spelling, grammar, and culture-specific elements. Besides, the British website is the only website that does not make use of the world-wide network for websites for Embassies, while the other three websites do work with this pre-determined format. Consequently, the lay-out is different as well as the content. Even though the American website is the most direct of all websites, this is not necessarily a disadvantage. Directness could be part of the Embassies’ corporate identity. The Irish website, on the other hand, is the most indirect. The Canadian and British websites are neither direct nor indirect; there are no major differences between directness and indirectness. In addition to this, the Canadian and Irish websites are not regarded as being separate websites from respectively the American and British websites. The Canadian website even contains information that is primarily relevant to American citizens, and the Irish website contains the same spelling and content as both the American and the Canadian website. 




In order to investigate to what extent the websites of the Dutch Embassies takes culture-specific element that are connected to the different varieties of English, and, in addition, to what extent these elements are apparent from the texts available on the websites, it was considered important to examine how the visitors of the different websites are approached, how the American website differs from the British website in directness or indirectness, how the Canadian and Irish website are similar to respectively the American and British website, and how the Dutch directness is incorporated into the websites.
It is important to find out how the readers are approached, because it can show how the websites are set up, and when texts are written by native speakers of English or Dutch, these texts could show the differences between these two languages. Moreover, the different varieties of English will be examined to provide evidence for or against the notion that Canadian English may be seen as a specific version of American English, and whether or not Irish English may be seen as a specific variety of British English. It could show if the websites differentiates between the varieties of English, or if they are regarded as being similar. 
This thesis tries to explore in what way the culture-specific elements of the different varieties of English are incorporated into the websites. Furthermore, research is done on how the Dutch Embassy represents itself in countries outside the Netherlands; the answers to the main objective and the sub questions try to show whether the Embassy adapts the texts to the countries’ culture-specific elements or not. Besides, this thesis tries to explore the differences between the American and the Canadian website, and between the British and Irish website; how they are similar or different. The first issue is examined within the context of the framework proposed by House and Hofstede. They both describe dimensions in communication. House’s dimensions are based on Hofstede’s dimensions; therefore, these two articles could be important in answering the first issue. The opted dimension to research is directness/indirectness. In addition, the latter issues deal with the differences between the varieties and the culture-specific elements accompanying the different varieties. 

1.5 Research Design
The method adopted is a contrastive approach in which the differences in textual and cultural aspects of the websites of the Dutch Embassy in the United Kingdom, Ireland, United States and Canada are analysed. The research method for studying these cultural and textual differences was a literature search. A range of books about the differences in language (i.e. spelling, grammar and punctuation) were used for this literature search. Moreover, many articles about website content and design are used, as well as articles about directness and indirectness. These books and articles are discussed in Chapter 3, where the results of the research are presented. This chapter deals with the typology that is used for this thesis, as well as a discussion about the (in)directness of the websites. This chapter is also concerned with the similarities and differences between the four varieties of English; it shows in what way the Canadian website is similar to or different from the American website and in what way the Irish website is similar to or different from the British website. As Algeo writes “language is not precise and it is ever-changing” (225). Moreover, languages and varieties within these languages are influencing one another, and borrowing words from each other to incorporate into their own language. Not only language is changing, but culture is changing as well. Consequently, it is difficult to generalise, but generalisation is something that needs to be kept in mind. 
Information about the (in)directness in this thesis has been drawn from the articles by House and Hofstede. Hofstede has written many articles about his five dimensions and applied these to many countries around the world, including the United Kingdom, Ireland, the United States and Canada. However, the articles by Hofstede have received criticism from others for not being up-to-date, using too little information about the concerning countries, and for over-generalising about these countries. Moreover, Hofstede’s claims have been criticised for not being sufficiently valid, and therefore, unusable for serious academic analysis. 




Chapter 2 Research Method

2.1 Compilation of Literature
The most important criterion that is used for compiling the relevant literature is that the books and articles contained enough information about the cultural aspects of websites, the influence of content and design on culture, and differences between varieties of one language. This criterion has led to an outline of the field of investigation. The articles that were found had to be as relevant as possible. Moreover, the articles needed to contain information about the different varieties of English and their specific elements of language. In addition, articles about contrastive textual analyses are important for this thesis. That is why the articles by House and Hofstede were used. The studies by Algeo, Trudgill and Hannah, and Bauer are used for explaining the differences in spelling, grammar, punctuation, etc. between the different varieties of English. All other literature contains information about the importance of culture-specific elements found in the content and design of websites. 

2.2 Pre-analysis
A pre-analysis has been set up, after all the material for the final study was compiled. The aim of this investigation was to see which dimensions were the most prominent or dominant on the different websites, resulting in one dominant dimension that could be researched for this thesis. The dimensions that are used are based on the dimensions proposed by House and Hofstede. First of all, there were a few instances of self/other reference and content/person focus available on the websites. However, these examples were not sufficient, because the pre-analysis needs at least 20 examples to be sound. If there are 20 examples to be found, it could be said that there are enough examples to draw a credible conclusion from. Therefore, these dimensions could not be analysed. Consequently, the only dimension with enough instances to draw a credible conclusion from was directness/indirectness. Then, similar texts from the four different websites are compared to each other. Only those texts are analysed which could have been translations from each other, or are almost the same; the context and meaning of every text should be the same. This aspect is important because this could show the cultural differences between the four varieties of English. All findings are processed into a Table, which shows which (parts of) sentences are direct or indirect. When the (in)directness of the sentences is defined, directness and indirectness both are distinguished into three separate categories. These categories are presented with different colours in the table. The dimension directness/indirectness is based on the articles by House and Hofstede, but the different categories within these dimensions are based on the texts of the four websites. The final analysis can be found in Appendix 1. 
	Furthermore, the pre-analysis contains information about language differences that are found on the four websites. When the dimensions were described, language differences were found at the same time. Some differences are obvious, because they are in keeping with the descriptions of the spelling, grammar and punctuation that apply for that particular variety. Other differences are less obvious because they deviate from the descriptions which are, for instance, provided by Trudgill and Hannah, and Bauer. These differences are also included in a Table to show which language makes use of which features. The aim of defining the language differences is to show if the websites apply culture-specific elements. The complete set of language differences can be found in Appendix 2. 




A small number of problems that were encountered when writing this thesis all have to do with the website content and design. Some texts that were available on one website could not be found on other websites. At first, these parts seemed useful, but when they could not be found on every website, they were excluded as being unusable. Therefore, some dimensions were no longer usable for this thesis. For instance, the dimensions self/other reference and content/person focus were no longer useful because there were not enough texts available to create a reliable pre-analysis. Moreover, there were a few problems finding the diverse differences of directness or indirectness; not many differences could be found on the websites. This is a good sign on the one hand, because this shows that there is a pattern. On the other hand, it seems that there is an abundance of similar words and sentences which makes it difficult to find differences in (in)directness between the varieties of English. 







The analysis of the website of the Dutch Embassy shows that there is a recurring typology. A typology may be used to study and classify languages according to their structural features, and could help to explain common properties and structural diversity. One of these typologies is the recurring structure of directness/indirectness within the analysis. These dimensions could help in comparing languages with their corresponding varieties; they could deal with the distribution of structural patterns, and explain these distributions. Directness and indirectness are separated into six different structures which all can be found within the analysis. All six of them are pointed out with different colours, as can be seen in Appendix 1. This appendix also shows the characteristics of the different colours. The typology is based on the dimensions by House, which are in accordance with the dimensions by Hofstede.

3.2 Direct approach versus indirect approach
All four websites of the Dutch Embassy have been analysed. The main goal was to find different examples of either directness or indirectness to show whether the visitors of the websites were directly or indirectly addressed, and at the same time if the characteristically  Dutch directness were to be found on these websites. 

3.2.1 Politeness Theory	
According to Barron in her article various politeness theories have been established since the 1970s (14). These theories try to explain the conventions that are being used in language use. Barron describes politeness as follows: “it not only signifies a pragmatic concept, but also a lay concept and a sociolinguistic concept” (14). Politeness is a concept that contains many different forms. Politeness theorist Leech divides the theory into different maxims, namely tact, generosity, approbation, modesty, agreement, and sympathy (quoted in Barron 15-6). According to Leech, the “cross-cultural variation in politeness norms is accounted for in the theory by the suggestion that different maxims are given different relative weightings in different cultures” (quoted in Barron 16). It suggests that every culture has different values when it comes to politeness and the use of politeness. The most well-known and influential politeness theory is the one proposed by Brown and Levinson. Their theory is based on the concept of ‘face’ which they have expanded and adopted “to include both positive and negative aspects” (quoted in Barron 17). Brown and Levinson’s theory is based on speech acts. Their theory contains five strategies that speakers can have “at their disposal that are in order of increasing politeness and decreasing directness” (quoted in Barron 18). Appendix 4 shows the different forms of politeness according to Brown and Levinson. Whether or not the speaker chooses a strategy depends on values which combine three independent, social variables according to Brown and Levinson. These variables are the degree of relative power between the participants, the social distance between them and the ranking of impositions in the culture concerned (quoted in Barron 18). 
	Although Brown and Levinson’s theory seems sound, it is criticised; especially their claim for universality. Gu, Ide and Matsumoto (qtd. in Barron 19) showed that the division between positive and negative face is not appropriate in all cultures, such as Japanese and Chinese, where the individual is inferior to the group (qtd. in Barron 19). Barron even calls this an “ethnocentric Western-bias” (19). Furthermore, the relationship between increasing indirectness and increasing politeness has been proven incorrect by Blum-Kulka and House-Edmondson (Barron 19). They claim that it is illogical to assume that “negative politeness is employed when the degree of face-threat is relatively high, and positive politeness when it is somewhat lower, regardless of whether it is the positive or negative face which is actually affected” (qtd. in Barron 19). 
	House goes on to say that according to Hofstede, a culture that leans more towards uncertainty reduction “members would me more permitted to directly say what they mean” (350). House also claims that English is an indirect language, and that this indirectness could lead to misunderstandings; directness of the other hand could be seen as unfriendly (351). 

3.2.2 Directness
Many instances of directness and indirectness were found after analysing the texts on the websites of the Dutch Embassy in London, Dublin, Washington and Ottawa. Table 1 will show how many different characteristics of directness were found on the websites per variant of English. This table is based on the pre-analysis in Appendix 1. 
Different forms of directness	United Kingdom	Ireland	United States	Canada	Total
Use of imperative	1	2	8	4	15




For each characteristic, one example has been provided below.
Use of imperative
British English: 	Visit the website of the Centre for Work and Income
Irish English:		Use the menus below for information
American English:	Check out our blogs for the latest news
Canadian English:	pay careful attention to the following advise [sic]


‘You’ in combination with imperative
British English:	You will find most of the information
Irish English:		Here you’ll find lots of interesting
American English:	Here you’ll find lots of interesting
Canadian English:	On these pages you’ll find 
Implied directness with the use of ‘please’
British English:	please do not hesitate to contact us
Irish English:		For visa AND passport enquiries, please call between
American English:	please select one of the following options
Canadian English:	Please contact the National Centers [sic]

All instances of the use of imperative are unclear examples. They do not appear in combination with any other characteristic. They clearly show the extent of directness. The same applies to the ‘you’ in combination with an imperative characteristic. These also show the extent of directness because they do not appear in combination with any other characteristic. The implied directness with the use of ‘please’ characteristic is not a clear-cut example. It is derived from another characteristic, namely the implied indirectness. Some sentences commence with the words ‘if’, ‘when’, or ‘should’. Therefore, they do not show the precise extent of directness. However, the sentences are direct, because they imply that action should be taken by the readers. 
	It is clear from Table 1 that the American website contains the most direct approaches; it uses the imperative the most. As compared to the other website, the Irish website lacks a direct approach. The Canadian and British website, on the other hand, are almost similar. However, the British website uses the implied directness much more than any other website. Implied directness is closely linked to indirectness, because it implies that the reader should take action, while the request is made in an indirect in way. 

3.2.3 Indirectness
Table 2 shows how many different characteristics of indirectness were found on the websites per variety of English. This Table is based on the pre-analysis in Appendix 1.
Different forms of indirectness	United Kingdom	Ireland	United States	Canada	Total





 For an explanation of the forms of indirectness, see Appendix 1. This shows that implied directness, for instance, uses the words ‘should’, ‘if’ or ‘may’ to imply that the reader should take action, but that there is an option available.  
Similar to directness, for each characteristic of indirectness one example has been provided below.  

‘Can’ in combination with ‘you’
British English:	You can find a great deal of information
Irish English:		You can read more about this
American English:	you can apply for a new passport




British English:	you may contact the Embassy
Irish English:		You should obtain information
American English:	If you are thinking about going
Canadian English:	If you suspect that you have been
Factual information
British English:	This is the news archive
Irish English:		The Netherlands is a popular holiday
American English:	Press releases are published on a regular basis
Canadian English:	Appointment required

All instances of ‘can’ in combination with ‘you’ are clear-cut examples. They all show the extent of indirectness, by implying ‘you’ can do something, but it is not obligatory to take action. The possibility to make a choice exists, and consequently, these sentences imply indirectness. Not all implied directness characteristics are clear-cut examples. The Canadian English sentence contains a characteristic that is direct (see Appendix 1). However, the first half of the sentence implies indirectness; therefore it is a characteristic that belongs to the implied indirectness category. Furthermore, all sentences in the factual information category are unbiased examples. No sentences appear in combination with any other category. Therefore, they are all clear-cut examples. 
	Table 2 shows that the Irish website contains the most instances of indirectness. The numbers are even doubled when compared to directness. There are no major differences between the four websites, except the implied indirectness on the British website. The most instances of implied indirectness are found on the British website. This is remarkable, because the British website also contained the most instances of implied directness. 




3.2.4 Uncertainty Avoidance Index
Table 1 and 2 show to what extent the different varieties of English are direct or indirect, and in what way they differ from each other. The tables show that British English and Canadian English are neither direct, nor indirect. Note, the former tables and the table in Appendix 1 represent a small part from the website; not every text is analysed or could be analysed because not every website contained the same amount of information or texts. The American website, however, is the only website that contains fewer instances of indirectness than directness. All other websites contain the same number or more. An explanation for the high numbers of directness on the American website could be that according to Hofstede, America is supposed to feature high uncertainty avoidance, which is similar to directness according to House. Hofstede has developed an Uncertainty Avoidance Index (UAI) in which shows that countries with low uncertainty avoidance are usually the countries that view uncertainty as a normal aspect of life; individuals in these countries are more open to differences and feel less stress (Bell Ross & Faulkner 33-4). According to this UAI, America scored a 46, which ranked the country at the 31st place (out of 53 countries, average being 64). Canada scores slightly over America, with 48, but Ireland and the United Kingdom both score 35, which could mean they have the lowest uncertainty avoidance (Hofstede, 2009). All these outcomes suggest that these countries have fewer rules and do not attempt to control results. The countries have a greater level of tolerance towards ideas, thoughts, and beliefs (Hofstede, 2009).
	The above comment suggests that the four countries are direct according to Hofstede. However, only the American website shows this directness. All other websites could be seen as indirect according to the tables. The websites could illustrate the differences between the varieties. 
	Importantly, Robbins and Stylianou question the validity of the dimensions by Hofstede. They write in their article that subsequent research of Hofstede’s dimensions has led to authors who argue “that Hofstede’s conclusions are not valid for the long term” (206). Robbins and Stylianou also write that “these authors suggest that social practices and cultural values are converging and, as a result, cultural differences are no longer relevant and Hofstede’s country clusters are no longer valid in explaining the cultural differences” (206). The authors mentioned by Robbins and Stylianou, are Levitt, Nordstrom, Ohmae, O’Reilly, Roberts, and Triandis. It suggests that even though Hofstede’s dimensions were usable, they can no longer be applied according to these authors. Nonetheless, Robbins and Stylianou do accept that cultural values are changing; they also say that “it is not clear if the core cultural values are changing” (206), which could suggest that Hofstede’s dimensions can still apply. 

3.3 American versus British approach; more or less the same
British spelling and American spelling have differed from each other for centuries. Bauer emphasizes this in his study by saying that the
grammars of English were first written in the sixteenth century […] English pronunciation became an issue once it had changed so much that the spelling was no longer seen as a guide to pronunciation […] English was not fully codified until the eighteenth century, when the prevailing philosophy of the day led people to wish to ‘fix’ or ‘ascertain’ what was correct English. By the time the United States had become an independent nation there was, therefore, a tradition of codifying English, and a base to build on (96-7).
Here he writes that American English already had a foundation to build their language on. This implies that American English is very much influenced by British English, because this variety already existed and had undergone many transformations to reach the point that they were already at. Furthermore, Bauer says that Noah Webster, an advocate of spelling reform “published a work calling for a radical spelling reform, omitting unnecessary letters and making a number of simplifications” (97), such as color, center and defense. In other words, American English spelling started out as being similar to British English, but was later reformed. 
The American website of the Dutch Embassy and the British website of the Dutch Embassy show great differences. The most important difference is of course the lay-out of the entire website. The American website uses the template that is provided through the world-wide network for websites for Embassies, which the British website does not use. The Dutch Embassy in London created her own website, with her own context, language use, and culture-specific elements. Another important difference is the use of (in)directness on both websites. As the previous paragraph has shown, and as can be seen in Appendix 1, the British website is neither direct, nor indirect, while the American website is more direct and indirect than the British website. With this information, the expectation that the British website would be more indirect than the American website is confirmed. On the other hand, it is remarkable that the British website is neither direct nor indirect; politeness and indirectness are two main stereotypes for British people. Consequently, the fact that the website is neither direct nor indirect is conspicuous. 
	In addition to that, according to an employee of the Dutch Embassy in Washington, the use of directness has been done on purpose. The website uses the rules for Plain English (see Appendix 6). The employees even attended a training in which they learned how to make texts more personal. The aim of this training was to ‘Think about having a conversation with your customer’ (‘Think’ par 4). It can also be said that because of this training and the rules of Plain English, the American website uses directness on purpose. Therefore, the outcome of the tables, in which is shown that the American website is more direct than the other three websites, is not so remarkable in this case. 
	Other differences between the two languages are explained by Algeo as “dialects are actually related to each other by a complex interplay of partial, overlapping, mutually influencing and occasionally even simple and direct equivalences” (221). According to Algeo, differences between varieties of languages always exist, and in one way or the other always influence each other. This can be seen on the websites of the Embassy when comparing the varieties of English to each other. Appendix 2 shows that the British website only uses British words and spelling, except for the word ‘clogs’, while the American website uses British influences. This can be explained by a quote from Algeo, in which he says “languages have a disconcerting way of not staying the same, but rather changing constantly. Dialects are ever in the process of becoming something different from what they were” (224). Furthermore, the fact that both native speakers of English and Dutch have been working on the websites, could explain the mixture in spelling and grammar on all websites. On the other hand, spelling and grammar have been changing. It is not so uncommon anymore to write, for instance, ‘organization’ or ‘organisation’. Both versions are accepted in British English.
	Another reason for the differences in spelling and grammar according to Trudgill and Hannah is that American English “has borrowed many words from a variety of languages”(85). They also argue that the “highest proportion of borrowings is from USEng to EngEng” (85). This could explain the language differences or similarities between the British and American website. However, Bauer argues that “even with British and American varieties of English, it is hard to be absolutely sure that changes that make the two more similar actually arise from direct influence of the one on the other” (87). In any case, it is difficult to say whether or not the languages influence each other and in what way, or if it is due to the writers who are (partially) native speakers of English and native speakers of Dutch. 
3.4 Irish and British versus Canadian and American: Similar or Different
Some expectations about the websites of the Dutch Embassies were lined out in advance during the analysis of the websites of the Dutch Embassy. One of these was whether or not the Canadian website shows signs of American influences, and to what extent the Canadian website is similar to the American website. Furthermore, another expectation was to what extent the Irish website was similar to the British website, and if this website contained many British influences like spelling, grammar, language use, etc. The main question here is, whether the different, culture-specific elements are integrated into the Canadian and Irish website, or if these websites are similar to their neighbours’ websites and show minor or no sign of culture-specific elements at all. This is especially relevant since formal varieties of Canadian English and American English on the one hand, and Irish English and British English on the other, are difficult to distinguish. 
When a comparison is made between the different websites of the Dutch Embassy, a few aspects need to be kept in mind. First of all, forms of the words need to be considered (Algeo 221). It could happen that two words with a different meaning in British English or American English are spelled or pronounced the same way. Algeo also discusses synonymy and analogy in comparing British English to American English. Algeo writes that for a complete statement of “how any two dialects correspond”, all aspects that are mentioned before have to be taken into consideration (222). If a comparison has to be made between languages, or in this case, different varieties of a language, a few problems will arise. First of all, language is not precise. Words within languages can have different meanings and these meanings can vary across different varieties. Moreover, British and American contain different words, but with the same meaning. Although these words are different, the British and Americans will probably understand the meaning of the words even though the word does not exist in their own language. Secondly, dialects and different varieties of one language are constantly changing and influencing each other. American English and British English do have a tendency of borrowing words from each other’s dialect and making these words their own. According to Algeo, Americanisms are constantly invading Britain, and are accepted here with some resentment, while Briticisms are unconsciously accepted into America (224). Not only different varieties influence each other, even regional dialects within a variety have some influence on the national variety. Finally, not only American English and British English influence each other, but they also have an influence on every other variety of English as well. While American and British influence other varieties of English, these other varieties, such as Irish and Canadian, also influence the American and British variety. Therefore, all varieties of English are constantly influenced and as a result of this, they are expanding and changing (Algeo 225). 
In addition to the article by Algeo, Trudgill and Hannah proceed on in describing the vocabulary differences between American English and British English. The authors claim that the highest “proportion of borrowings is from USEng to EngEng” (Trudgill and Hannah 85), where USEng corresponds to American English and EngEng corresponds to British English. This means that most words that are borrowed from another variety are words from American to British. No sign of this is found on the websites of the Dutch Embassy in these two countries. The British website does contain some Americanisms, and vice versa. Examples of Americanisms on the British website is the use of ‘clogs’. Briticisms on the American website are the use of ‘theatre’ and organisations’. Both examples can be found in Appendix 2. Both websites borrow words from each others variety, so the claim made by Trudgill and Hannah does not apply to these websites. One way of explaining this is that native and non-native speakers of English have been working on the creation of the websites. Some parts are written by native speakers of Dutch, with corrections from native speakers of English. Other parts are solely written by native speakers of English, and the rest is provided by the Dutch Ministry of Foreign Affairs in The Hague. Appendix 5 provides evidence for this. Bauer agrees with Trudgill and Hannah in saying that “the strongest grammatical influence by any colonial variety of English on the home variety comes from North American English” (86). It is difficult to find American influences on the British website, while the Canadian and the Irish websites do contain many Americanisms. This outcome could be striking, because the expectation was that British would have a major influence on the Irish variety, because these two countries are neighbours and are both close to the Netherlands.
According to Algeo, it could be said that American English and British English are influencing Canadian English and Irish English. Needless to say, this is impossible to tell from just one website, but it is apparent on these particular websites. The English that is spoken in Ireland today descends from the English that was introduced from the west Midlands of England, and it has spread “to cover most of what is today the Republic of Ireland” (Trudgill et al 98). The English that is spoken in Northern Ireland descends from Scotland. Both varieties of English have very distinct features, and most grammar, spelling and pronunciation differ from the British English variety. In the case of the Irish website of the Dutch Embassy, none of the distinct Irish grammar is present. The distinct Irish English spelling and grammar is not common in written texts; the websites now do not apply any culture-specific element of language to the website. The grammar that is used on the Irish website is a mixture between British English and American English.. Most articles and texts on the Irish website are 100 per cent similar to the American and Canadian website, which is remarkable. No separate special Irish website has been created. It can be seen in Appendices 2 and 3 that the use of language, as well as the content, is almost similar to the American website. The Irish website cannot be compared to the British website, and therefore, it cannot be said that the Irish visitors are approached in the same way as the British visitors. 
Even though the Irish website does not contain much information, the information it does provide is the same information as the American website on almost every page. The similarities are even more apparent on the Canadian website; all articles containing general information about the Netherlands is similar to the American website. There has been no adaptation to the Canadian culture or language. The only difference between the American website and the Canadian website is the special-interest page; the American website named it ‘key topics’ and the Canadian website named it ’65 years of friendship’. These two sections differ in content, and are one of the minor differences between the two websites. The similarities can be found in Appendix 3. According to this information, it can be said that the Canadian visitors are approached in the same way as the American visitors. This means that no distinction has been made between the two different varieties of English and that American and Canadian visitors are regarded as being the same. No effort has been made to adapt the culture-specific elements to the Canadian website. This website even provides the visitor with information from the United States, instead of information from their own country (see Appendix 4). One possible explanation for this could be that the website for Canada is maintained in the United States (see Appendix 6), which is of course unusual, because the Canadian viewers must need their own information. 

3.5 Lay-Out and Design 
According to Hillier, the content and design of websites are just as important as the actual texts and language use (2). As he points out in his article, websites are designed to represent their cultural norms in which texts are a part of an integrating whole (Hillier 2). When texts or websites are translated into different languages, the design needs to change as well, because the usability of the entire website will change (Hillier 2). This is due to the fact that different users will now use the website, with different “culturally based expectations” (Hillier 2). It means that people from different countries have different cultural norms and values and consequently will rate every website differently. People have expectations about other cultures and from their own culture and they expect to see these cultural norms and values represented on the websites that are provided in their native language. Moreover, Hillier argues that “a relationship exists between language, cultural context and usability” (2). 
When a website is designed, the cultural context of the viewers needs to be kept in mind. This is in accordance with the websites used by the Dutch Embassy. These websites are available in multiple languages, such as Dutch and English. Consequently, these websites are marked as bilingual websites. Appendix 3 shows all the differences in context between the four websites that are analysed. The usability of the websites is in line with the language use. For instance, the website of the Dutch Embassy in London has a different lay-out from the websites in Dublin, Washington, and Ottawa. However, almost all websites have a distinct relationship between language use and lay-out. The website in London is the only website that does not follow the world-wide network for the websites of Embassies and is therefore different from the other three websites. The relationship between language and cultural context seems more intense on this website, because they had the opportunity to create their own website (see appendix 6). The language use on this website is more in agreement with the cultural context, because they use the British spelling, grammar, and punctuation. According to Hillier, some concerns may arise when texts are translated from one language into another, and one of them is the “agreement regarding the meaning of words” (3). It could happen that the same words in English can have different meanings. Hillier also writes that the “choice of spelling convention” is also important in translating texts (3). According to these statements by Hillier, the American, Canadian, and Irish websites do not contain a good relationship between language, cultural context and usability. The Irish website often uses American spelling and words, such as theatres. Even the lay-out of the website is similar to the American and Canadian websites. This however, could be due to the world-wide network for websites of Embassies, where a pre-determined format for these websites is provided. Furthermore, the American and Canadian websites both use British and American spelling. For instance, legalization and legalisation, theatres on the American website, and theaters on the Canadian website, and defense on the American website, and defence on the Canadian website (see Appendix 2). The use of British English spelling on the Canadian website is not so remarkable because Canadian English uses both American and British spelling, but while this Canadian website used the American website as an example, it is striking that it uses British spelling on this website. This raises questions about the correspondence between the language use and the cultural context. 
 Furthermore, the websites from the Embassy are corporate websites, which according to Robbins and Stylianou should “represent an organization’s window into this connected, global, electronic world. If indeed the Internet is having a homogenizing effect, this should be evidenced in corporate web pages when examining the content and design features” (206). The websites of the Dutch Embassy do have a homogenising effect, because their websites are part of the world-wide network for the websites of Embassies. Three out of four websites that are analysed follow this format and are therefore homogenising. It creates a uniform effect, which is important for an institution like the Embassy. Moreover, Robbins and Stylianou argue that 
the field of web page development has not yet devised a specific set of standards or rules that identify essential elements that web users have come to expect. The reason given for this phenomenon is the dynamic nature of the medium. However, today the architecture of corporate web sites appears to have incorporated a number of common features. These include: search capabilities and site maps that recognize the diversity of the audience interest, a feedback mechanism, privacy policy statement, security information and location information (206).
It seems that the websites of the Dutch Embassy in all four countries do follow this format. Even though three out of four websites consist of a pre-determined format, all aspects that are mentioned by Robbins and Stylianou are represented on all four websites. All websites have a special interest page for the viewers. For instance, the Canadian website has included a ’65 year of friendship’-section, the American website has a ‘key-topic’-section where the special relevance of the Netherlands to America is explained, the Irish website contains ‘events’ that represent special Dutch people or items, and the British website contains lots of information about the special relation between the Netherlands and the United Kingdom.  





Linguistic and cultural variety is omnipresent in every culture, and this thesis has shown that this is also true of the websites of the Dutch Embassies in London, Dublin, Washington, and Ottawa. Even though the websites have a common language, differences in cultural context, language use, usability and culture-specific elements do exist. This has manifested itself in terms of directness, indirectness and politeness. Moreover, the lay-out and design of the websites play a major role in the analysis of the websites, because these were important in creating the final analysis.  
The websites have been created with cooperation of native speakers of Dutch, native speakers of English, and the Dutch Ministry of Foreign Affairs in The Hague. Many different influences have created one website. The lay-out of the website is provided by the Dutch Ministerie van Buitenlandse Zaken (Foreign Affairs), except the British website of the Dutch Embassy. This has caused many differences in content and context. These differences can lead to a non-existing relationship between language use, cultural context, and usability. The previous chapters show that the only website that has a good relationship between these three aspects is the website of the Dutch Embassy in London. The reason for this is that they created their own lay-out and therefore, their own sections and texts. The other three websites, the American, Irish and Canadian, are part of a world-wide network for websites for Embassies, and are therefore more similar. This has lead to a decrease in relationship between the three aspects of language use, cultural context and usability. 
Moreover, directness and indirectness were examined for this study. The analysis of the four websites showed that the American website is the most direct of all four websites. This is done on purpose, according to an employee from the Dutch Embassy in Washington. They apply the rules of Plain English, and therefore, try to be as direct as possible. The Irish website on the other hand, is the most indirect of all websites. The Canadian and British websites are almost as direct as they are indirect; no major differences between directness and indirectness arise on the analysed texts of these websites. 
In addition to this, the Canadian and Irish websites cannot be seen as separate websites. The Embassy in Washington manages the website of the Embassy in Canada, and therefore, the spelling, grammar, texts, and content are almost similar to the American website. The Irish website also contains not only American spelling and grammar, but also British spelling and grammar. The content of this website is also almost similar to both the American and Canadian websites. 
In conclusion, this thesis has attempted to investigate how the websites of the Dutch Embassy takes culture-specific elements that are concerned to the different varieties of English into account, and to what extent these elements are apparent from the texts available on the websites. Moreover, this thesis has examined in what way directness and/or indirectness have been incorporated into these websites and whether or not the Canadian and Irish websites are similar to respectively the American and British websites. It can be concluded that this study has shown that it is difficult to prove that one variety of English is more direct than the other, and that one website is more focused on culture-specific elements than the other. However, it can be said that even though three out of four websites make use of the world-wide network for websites for Embassies, they all provide the viewers with information that is specific for their country. Furthermore, it is clear that all varieties of English share a great many similarities, even though these similarities are sometimes mixed up, like the use of British spelling and grammar on the American website.
Finally, content, language use, cultural context and usability play a major role on the websites. Even though websites will always be a work-in-progress, some websites could use more attention to the culture-specific elements and language use.  


Chapter 5 Discussion and Recommendations

5.1 Discussion
A central problem which has affected this study is the validity and usability, according to some authors, of the literature and the sources that have been found. For instance, the articles by Hofstede have received criticism by others for not being up-to-date, using too little information about the concerning countries, and for generalising within these countries. Moreover, Hofstede has been criticised for not being valid, and therefore, unusable for serious academic analysis. 
Besides the critique at Hofstede, there has been major criticism at the politeness theory provided by Brown/Levinson. This model has often been proved to be inadequate, because they claim universality while they do not take different cultures into account, and it disregards the question why people choose between certain degrees of politeness. These aspects are of interest for intercultural communication and the study of this intercultural communication. 
Hillier argues in his article that a website will only work when there is a relationship between language use, cultural context and usability (8). This corresponds to the analysis in Appendices 1, 2 and 3, because there seems to be a relationship between the creators of the website and the users. This is not true of every website. As argued before, the only website that shows a good relationship between these aspects is the website from the Dutch Embassy in London. Another aspect that is contradictory is that according to Hofstede, websites from cultures with a high number on the Uncertainty Avoidance Index (UAI) can be used by cultures with both high numbers as well as low numbers on the UAI, because there are no uncertainties on these websites. This has no connection to culture. The analysis however, shows that culture does play a major role in the usability of a website. Moreover, the content of a website is just as important as the lay-out or the design, especially on these websites, because the websites of the Dutch Embassy need to represent an international institution with high standards and a high credibility level. The four website do show this importance, because there is a pre-determined format for websites from Embassies, just as the context, which is almost the same on the American, Canadian and Irish websites. 
Furthermore, the fact that the Canadian website is managed in Washington made it difficult to find differences between the two websites. Besides, the template of the websites in Dublin, Washington and Ottawa are pre-determined, which shows that the sites for Dublin and Ottawa are not specifically regarded as separate websites. 
Some questions that arise as a result of this study are how uncertainty avoidance can influence the content and appreciation of a website, and how website design can play a major cultural role within cultures and the usability of websites. Further research must be set up to deal with the appreciation of websites, whether or not this appreciation is solely based on content or if it is also based on design. 

5.2 Recommendations
Culture-specific elements are found on the websites, even though they use a pre-determined template for their lay-out. The only website that does not use this template is the one from London.  This website differs from the other three in content, lay-out, design and context. 
	Furthermore, the creators of the websites have to make sure that there is correct information on every page that is relevant for that country. There is information on the Canadian website, which is appropriate for American citizens but not for Canadian citizens.
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Appendix 1. Directness vs. Indirectness
The pre-analysis shows the instances of directness and indirectness, language differences and content differences on the websites of the Dutch Embassy in London, Dublin, Washington and Ottawa. The pre-analysis is based on texts that are found on all four websites. Some websites did not contain the same number of texts. Therefore, not every aspect of all websites could be analysed. The entire pre-analysis is based on previous research on the websites of Greenpeace in America, Britain, and the Netherlands executed by Marcel Withoos and Sanne van Tuijl (author) for the Intercultural Communications course. The levels of directness, the different colours, and the tables are adapted from this research. 
The different colours in this pre-analysis indicate whether an instance is direct or indirect and to what extent this instance is direct or indirect. Juliane House has described directness and indirectness in her article. In this article she writes that there can be different levels of directness, ranging from ‘the most direct raw imperative to the most indirect hints’ (1996, p. 347). She does not describe the exact different levels of directness or indirectness, so the different levels in this pre-analysis are subdivided into the following levels, with their corresponding colour:
Directness:
	If a sentence contains an imperative (use, visit, check out, etc.), this is indicated by the colour red;
	When a visitor is approach directly with ‘you’ in combination with an imperative (here you’ll find, I invite you, etc.), it is indicated by the colour orange;




	When sentences contain the verb ‘can’ in combination with ‘you’, and as a result of this a choice or option originates (you can find, you can read, etc.), it is indicated by the colour green;
	When sentences contain verbs that imply indirectness, or imply that you should not take action such as ‘should’, ‘may’ or ‘if’, it is indicated by the colour blue;




House’s Dimensions	United Kingdom	Ireland	United States	Canada
Direct / Indirect	Welcome to the Embassy of the Kingdom of the Netherlands	Netherlands Embassy in Dublin, Ireland	The Royal Netherlands Embassy in Washington DC, the United States	The Embassy of the Kingdom of the Netherlands in Ottawa, Canada
	Please see the left had menu for all your passport, visa and other consular enquiries [sic]	Use the menus below for information on applying for a Dutch visa or passport	-	Use the menus below for information on applying for a Dutch visa or passport
	An application for a Dutch passport or identity card can be submitted at the passport section 	Dutch nationals living abroad can apply for a passport at a Dutch embassy	If you reside abroad and your passport expires, you can apply for a new passport at a Dutch Mission	If you reside abroad and your passport expires, you can apply for a new passport at a Dutch Mission
	Please read the instructions, which can be found on the menu on the left hand side of this page, carefully.	You can read more about this by clicking here.	For answers to some of the most frequently asked questions about Dutch passports please click here.	For answers to some of the most frequently asked questions about Dutch passports please click here
	Visit the website of the Centre for Work and Income	The website werk.nl, for instance, provides information to residents	The website werk.nl, for instance, provides information to residents	The website werk.nl, for instance, provides information to residents
	I invite you to look at the image above	It is with pleasure that I welcome you	She is interested in hearing from you. Find her on Twitter, or email us.	-
	Please contact the consulate by telephone before attending in person.	For visa AND passport enquiries, please call between …By appointment ONLY	Appointment required, see below	Appointment required
	-	Here you’ll find lots of interesting things about Holland and Dutch kids. 	Here you’ll find lots of interesting things about Holland and Dutch kids	Here you’ll find lots of interesting things about Holland and Dutch kids
	For more information on arts and culture, please see the links on the left.	Visit the following pages for more information.	Check out our blogs for the latest news on Dutch performing arts, architecture.	On these pages you’ll find information on Arts & Culture from the Netherlands in Canada
	Please check the CITES endangered/protected species list	You should obtain information about the country to which you want to travel with your pet	Please contact the National Centers for Disease Control and Prevention [sic]	Please contact the National Centers for Disease Control and Prevention [sic]
	You can find a great deal of information about the nature and extent	-	The website of the non-profit 4-1-9-Coalition contains much information to help you better understand the nature and extent	The website of the non-profit 4-1-9-Coalition contains much information to help you better understand the nature and extent
	If you are still uncertain about the solicitation, you may contact the Embassy	-	If you suspect that you have been approached by someone involved in these practices, pay careful attention to the following advise [sic]	If you suspect that you have been approached by someone involved in these practices, pay careful attention to the following advise [sic]
	You will find most of the information you need on this website.	On these pages you can find information about	On these pages you can find information about	On these pages you can find information about
	This is the news archive	-	Press releases are published on a regular basis to keep you updated	-




	If you have any questions after reviewing the information on this site, please do not hesitate to contact us. 	This section offers services for foreign visitors to the Netherlands as well as citizens abroad.	This section offers services for foreign visitors to the Netherlands as well as Dutch citizens in the US.	This section offers services for foreign visitors to the Netherlands as well as Dutch citizens in Canada. 
	If you are interested in doing business with the Netherlands, the Economic Department of the Embassy can provide assistance to British…	Extensive information on doing business can be found on the website. 	For more information please select one of the following options	For more information please select one of the following options.
	For further information about exporting to the Netherlands of starting up a business in the Netherlands, please consult their website.	Would you like to be in touch with a company in the Netherlands to mutually set up and run a solid project?	Join us in our discussion and share your views!	Learn more about the Netherlands as a strategic business location and the NFIA’s services by visiting…
	If you are looking for suppliers in the Netherlands, we can provide custom made…	You can also always contact a Dutch mission abroad.	For more specialistic [SIC]questions you can contact the following persons	For more specific questions you can contact the following persons
	The trade section within the Economic Department deals with all kinds of requests from Dutch companies in connection…	Most Diplomatic Missions and Netherlands Business Support Offices have staff available who can help you with trade requests…	Are you a Dutchman and do you want to do business in the US?	Are you planning to do business in Canada?
	The Netherlands is a world leader in the field of art and culture. 	The Embassy of the Kingdom of the Netherlands coordinates the cultural policy …	Our task is to implement the Netherlands’ international cultural policy	The main purpose of this guide is to offer the reader a comprehensive …


Appendix 2. Language Differences

Language differences	British-English	Irish-English	American-English	Canadian-English
	Clogs	Clogs [sic]	Clogs [sic]	Clogs [sic]
	Renewing a Dutch driving licence	Driving licence	Driver’s license renewal	Driver’s license renewal
	Fraud	-	Fraud/ Scam	Fraud/ Scam
	Defence Department	- 	Allies in multifaceted defense strategies	Defence Affairs
	Acknowledgment of paternity	Acknowledging your girlfriend’s child 	-	-
	Legalisation	Legalisation	Legalization	Legalisation
	Nearest tube station	The nearest DART station	From the metro	-
	Theatre	Theaters [sic]	Theatres 	Theatre [sic]
	Organisation [sic]	Organisation [sic]	Organisations [sic]	Organization/Organisation [sic]
	The Netherlands is a kingdom	The Netherlands is a constitutional monarchy with a parliamentary system	The Netherlands is a constitutional monarchy with a parliamentary system	The Netherlands is a constitutional monarchy with a parliamentary system
	Welcome to the Embassy of the Kingdom of the Netherlands	Netherlands Embassy in Dublin, Ireland	The Royal Netherlands Embassy in Washington DC, the United States	The Embassy of the Kingdom of the Netherlands in Ottawa, Canada
	Message from Ambassador Pim Waldeck	Ambassador’s Welcome	Ambassador’s Desk	the Ambassador
	The European Commission is in the process of introducing a veterinary certificate	The EU member states have introduced a uniform European pet passport for all dogs, cats and ferrets travelling abroad	The European Commission is currently drafting a veterinary certificate for pets, other than dogs, cats and ferrets. This document has not been finalized.	The European Commission is currently drafting a veterinary certificate for pets, other than dogs, cats and ferrets. This document has not been finalized
	If you are looking for suppliers in the Netherlands	You can also contact a Dutch mission abroad	For more specialistic [SIC]questions you can contact the following persons	For more specific questions you can contact the following persons

-	All examples of language use have been exactly copied from the corresponding websites. 
-	The most noticeable differences between the four websites have been indicated by the colour purple. These are examples that do not correspond to the literature. Examples are the use of ‘theatre’ on the American website of the Dutch Embassy, the use of ‘clogs’ on all websites, and the use of ‘acknowledgment’ on the British website (Trudgill, 2002, p. )
-	Most language differences can be explained by reading and using the literature. On the British and Irish websites, the use of ‘driving licence’ is common, while the American and Canadian websites use ‘driver’s license’.  
-	Differences that do correspond to the literature are for instance the use of ‘tube’ on the British website and the use of ‘metro’ on the American website. 


Appendix 3. Content Differences

Content differences	British-English	Irish-English	American-English	Canadian-English
	When opening the ‘message from the ambassador’-page, the first thing you see is a picture of a bronze axe	When opening the ‘message from the ambassador’-page, the first thing you see is a photo and some text from the ambassador	When opening the ‘message from the ambassador’-page, the first thing you see is a photo and some text from the ambassador, and a slideshow with photo’s	When opening the ‘message from the ambassador’-page, the first thing you see is a photo and the resume of the ambassador [SIC]
	The home page of the website has a different lay-out/ set-up than the other three websites. This home page immediately shows the different areas of the website and has a warm welcome.	This home page does not contain much information. It only shows the most important information (contact details, closing dates, passport applications)	This home page is very similar to the Canadian home page. Visitors can easily see where they have to be to get the correct information	This home page is very similar to the American home page. Visitors can easily see where they have to be to get the correct information
	At the start of 2011, the British website of the Dutch embassy had a different colour scheme. It was white and blue, and was completely different from the other three websites. Two months later (March 2011), the colour scheme is adapted and are now the same as the other three	The website has the same colour scheme as the American and Canadian website. However, the home page does not contain much information.	The website has the same colour scheme as the Canadian and Irish website. The content of the home page is similar to the Canadian website.	The website has the same colour scheme as the American and Irish website. The content of the home page is similar to the American website. 
	No information about the islands in the Caribbean 	No information about the islands in the Caribbean 	The section ‘you and the Netherlands’ also contains information about ‘you and Aruba’ 	The section ‘you and the Netherlands’ also contains information about ‘you and Aruba’
	Lots of information about the co-operation between the Netherlands and the United Kingdom. Events, partnerships, and even information about investing in the Netherlands.	Not much information about co-operation with the Netherlands. A few events are mentioned, but when these events are opened, all the visitor sees is a link to another website. Also, not much information about doing business with the Netherlands.	There is also a separate tab for ‘key topics’ including the special relevance the Netherlands has to the United States.	A separate section has been made on the website for the celebration of ’65 years of friendship’ between Canada and the Netherlands.
	This websites provides the visitor with an option to read the website in Dutch.	This website provides the visitor with an option to read the website in Dutch.	No option to read the website in Dutch.	No option to read the website in Dutch.
	Extensive information about export to, import from, and investing in the Netherlands. 	One page about doing business with the Netherlands. This page only offers basic information and provides the reader with a link to another website.	This website has a separate section about doing business with the Netherlands. Much information regarding this subject can be found here.	This website has a separate section about doing business with the Netherlands. Much information regarding this subject can be found here
	No ‘kid site’ available	The ‘kid site’ has a prominent place on the home page. When clicking on it, the visitor goes directly to the kid’s site [sic].	The ‘kid site’ is available, but the visitor has to search the website for it. It is a separate section in the ‘you and the Netherlands’-section.	The ‘kid site’ is available, but the visitor has to search the website for it. It is a separate section in the ‘you and the Netherlands’-section.
	Some important, but relatively minor information about agriculture and the agro-food sector in the Netherlands	No information about agriculture at all	Extensive information about agriculture, including sustainable greenhouse technology, food security and agro-logistics. 	Only when visitors search for this subject, he or she will find some information about food & nutrition. There is no specific agriculture section. 

- The American and the Canadian website show many similarities. Almost all information is the same.
- The use of resume on the Canadian website; there is no corresponding text from the ambassador. Resume is a preferred document in the USA generally, while Curriculum Vitae are preferred in Europe and other parts of the world.
- The website of the Dutch Ministry of Foreign Affairs even uses British English on its website: ‘suffice it to say that there will also be biscuits or, if it is a special occasion like a birthday of anniversary, cake or pastries’
- Almost every item on the Irish website of the Dutch Embassy links to the website of the Ministry of Foreign Affairs. The information on the Irish website is minimal.

Appendix 4. Brown/Levinson’s Politeness Theory

Do the act bald on the record
Clarity, directness and conciseness are the hallmarks of this strategy. Realisations follow Grice’s maxims, as in the request, “Give me your notes.”
Do the act with positive redress (positive politeness)
Here the hearer’s need for acceptance is addressed by the speaker emphasising that s/he likes the hearer. Sub-strategies include the use of such in-group identity markers as slang, dialect, nicknames or jokes, or the expression of sympathy.
Do the act with negative redress (negative politeness)
Use of this strategy thematises the hearer’s right to autonomy by, for example, providing the hearer – at least superficially – with a way out via the use of conventionally indirect request strategies, such as “Can you give me your notes?”
Do the act off the record
In this case, ambiguity serves to disguise the exact nature of the relevant illocutionary force and so shields the speaker from any negative consequences which may be associated with the realisation of the speech act in question. In this way, should the hearer feel his/her face threatened by the particular illocution, the speaker can plead that a different illocution was intended. Hints, metaphors and ellipsis are among the sub-strategies available.
Don’t do the act
This particular strategy is chosen where the realisation of a particular speech act is regarded as too face-threatening. 

(All information is quoted in Barron, 2003, pp. 17-8)
Appendix 5. Examples of American influence on Canadian website
“The Royal Netherlands Embassy in Washington, D.C., as well as the Netherlands Consulates General in the U.S., receive numerous inquiries from U.S. citizens regarding the legitimacy of certain solicitations they have received via normal mail or via email. The solicitations promise large sums of money in return for the payment of certain advance fees, transaction fees, customs fees, etc.; some solicitations concern foreign lotteries. The solicitations name businesses allegedly registered in the Netherlands, or other European countries, as the source of the monetary or other transaction.
The Embassy would like to inform U.S. citizens that these solicitations are most likely fraudulent and connected to a well-known financial crime, originating in West Africa in the 1980s. These financial crimes have become so widespread that they are known to national and international law enforcement authorities as "Nigerian bank fraud," "Advance Fee Fraud," "Section 4-1-9 Fraud," etc., schemes. Foreign lottery fraud is a distinct type of fraud, but the methods of operations are quite similar.




This excerpt shows that the Canadian website, in case of fraud, directs the visitor to American websites. Moreover, it does not contain any information about what to do when you discover fraud in Canada. They only direct the visitor to America, and write about U.S. citizens in stead of where Canadian citizens can report fraud. 


Appendix 6. Correspondence Dutch Ministry of Foreign Affairs
Email 1. Rob Bliekendaal, Royal Netherlands Embassy Dublin, Ireland
Beste Sanne,
 
Ik heb jouw vraag over tekstinformatie via via ontvangen en zal proberen het e.e.a. duidelijk te maken.
 
Zoals je al weet is de layout vastgelegd door Buitenlandse Zaken.
 
De op de homepage van zowel de Nederlandse pagina als de Engelstalige pagina vermelde lijst rechter kolom  en een gedeelte van de nieuws pagina linker kolom worden door mij (Nederlander) bijgehouden. De teksten en gegevens worden door derden aangeleverd. Wel is het zo dat deze teksten door mij en mijn Ierse collega gecontroleerd en eventueel grammaticaal aangepast worden. Andere pagina's zoals de economische en de consulaire worden door derden aangeleverd en onderhouden (Economische Zaken en Buitenlandse zaken). Eventuele kleine post gebonden aanpassingen worden alhier door mij en mijn Ierse collega aangepast. Het geheel staat onder kontrole van een redactieraad.
 
Ik hoop dat ik je hiermee wat heb kunnen helpen. Bij vragen aarzel dan niet mij te mailen (vraag me af of mailen ondertussen al als een Nederlands woord erkend wordt).
 






Email 2. Roos Kouwenhoven, Royal Netherlands Embassy, Washington, US
Beste Sanne, 

Via Jenny ontving ik jouw vraag over de teksten op onze website. Helaas
is het moeilijk om een eenduidig antwoord te geven op je vraag. Onze
website bestaat namelijk voor een gedeelte uit shared content (generieke
content die door Den Haag wordt beheerd en aangeleverd) en
cultuurspecifieke content die wij zelf schrijven en beheren. 

Met uitzondering van een aantal teksten bij de onderdelen zou je de
volgende indeling kunnen maken: 

The Embassy --> cultuur specifiek (opgesteld door Nederlanders)
News --> cultuur specifiek (Nieuwsberichten worden geschreven door een
Amerikaanse Press Officer)
Services --> cultuur specifiek en generiek 
- Consular Services / Miscellaneous cultuur specifiek (Opgesteld door
Nederlanders, met check door Amerikaanse collega)
- Emergencies: generiek (Den Haag)
You and the Netherlands --> Generiek (Den Haag)
Doing Business --> Overgrote gedeelte cultuur specifiek (Opgesteld door
Nederlanders)
Key Topics --> Cultuur specifiek (Opgesteld door Amerikaans PR bureau)

Ik zou het erg leuk vinden om je onderzoek te ontvangen als het klaar
is. 















Het klopt inderdaad dat onze websites, net zoals Ottawa en Dublin, dezelfde lay out hebben. Dit komt omdat wij onderdeel uit maken van het postenweb, een wereldwijd netwerk van ambassadewebsites. Een enkeling, zoals Londen, heeft besloten niet mee te doen met dit template, vandaar de afwijkende lay-out. 
Overigens beheren wij hier in Washintgon alle websites voor Canada en de VS. 
 
En ja wij maken gebruik van directheid. Veel van onze teksten die hier intern worden opgesteld houden rekening met de regels van Plain English. 
Afgelopen winter hebben wij een training hier verzorgd. Het persoonlijk maken van teksten is een van de gouden regels. 
  Think about having a conversation with your customer. http://www.plainlanguage.gov/webPL/web_writing/index.cfm (​http:​/​​/​www.plainlanguage.gov​/​webPL​/​web_writing​/​index.cfm​)
 
Helaas zijn nog niet al onze teksten op deze manier opgesteld, maar we zijn druk bezig om dit te verbeteren. 
 






Conversation by phone with Weijer Vermeer, Embassy of the Kingdom of the Netherlands, London
Welk deel is geschreven door wie?
Het paspoortgedeelte is geschreven door iemand in Nederland (Den Haag)
Het government gedeelte is geschreven door een native speaker van het Engels
De economics & trade gedeelte is geschreven door een native speaker van het Engels
Waarom zijn er meer teksten op de Britse website dan op de andere websites van de Ambassade? Komt dit door de geografische ligging van Nederland t.o.v. Groot-Brittannië?
Alle andere sites van de Nederlandse Ambassade komen uit Den Haag. Hier is een speciaal template voor en London doet hier niet aan mee. Wij schrijven onze eigen site en kunnen dan ook alles hierop aanpassen.
Er wordt gekeken naar de user experience en hiermee wordt de site gemaakt. Ook zijn er custormer trainings waarin wordt uitgelegd hoe de site het beste kan worden gemaakt, zo optimaal mogelijk.
Ook wordt er gekeken naar wat de doelgroep nodig heeft.
Hoe zit het met het gebruik van directheid/indirectheid: wordt hier rekening mee gehouden?
Nee, hier wordt geen rekening mee gehouden. Het is puur toeval als er toevallig directheid of indirectheid wordt gebruikt.




PAGE  



2



